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Ms. Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12'h Street, SW, Room TW-B204 
Washington, DC 20554 

RE: Complaint Log for Oklahoma - CG Docket No. 03-123 

Dear Ms. Dortch: 

Enclosed please find an original and four copies of the complaint log summary for the 
period June 2006 to May 2007 for the State of Oklahoma. Also, enclosed is a diskette of 
the above. 

If further information is needed, I can be reached at the above phone number and address. 

Sincerely, 

Robert E. Stafford 
Executive Vice President 
Oklahoma Telephone Association 

Encl. 

Serving the Oklahoma Telecommunications Industry Since 1935 





'ate of 
esolution 

11/08/06 

03/22/07 

03/22/07 

wanted a follow up 

011031O~ASCII user calleo to complain tnat he could "se the ASCII relay 

Explanation of Resolution 

Customer Service apologized for the problem and entered a 
customer database note indicating caller uses prepaid card and 
offered credit if charged by Sprint. Customer requested contact. 
Agent was coached by Team Leader on how to process prepaid 
calling cards and to ask supervisor for help if questions arise. 
Trainer will retrain agent. Customer has been contacted and is 
satisfied with resolution. 

Customer Service apologized to the customer. A technician was 
dispatched to resolve this issue afler several trouble tickets and 
troubleshooting over the phone with ASCII USeh wife. This issue 
was resolved on 3/28/2007 by the technician. 
Relay Customer Service apologized for the problem and assured th, 
consumer that a trouble ticket would be turned in as stated. Trouble 
Ticket XMXX was closed. Customer Service was able to hear ASC 

service. I 

ate of Compl. 

11/03/06 

1111 0106 

Nature of Complaint 

VCO customer told CA that she was using her Sprint Prepaid Phone 
Card for a long distance call. Relay operator dialed out quickly, and 
didn't type information regarding minutes on card or other relevant 
details Afler the call was over, VCO caller asked operator if she use( 
the prepaid card to make the call. Operator stated that she forgot. 
Operator also advised that the long distance call was local. Custome 
stated the call was from OK to her daughter in AR, and knows the 
call was long distance. Customer stated that she does not want 
agent to get into trouble. but wants the agent to process the call 
correctly and was not sure why it wasn't done without problems in 
past. 

OK TTY ASCII user frequenlly makes calls to wife's cell phone 
through OK Relay. Customer is geuing all circuits busy. The cell 
ohone is not in use when the customer tries to call it. Customer 

number I 

Ol/06/0TVoice 

01/29/07 

customer made several attempts to contact relay. When she 
asked to speak to a supervisor, the operator laughed at her and was 
overheard saying, Yeah, she's yelling at me for no reason. 

Voice customer is not able to Place a relav call from their toll free 

~~~~ 

01/29/07 

01/30/07 

tones wnen ca, ng the cslomer during a test call 

01 06,OflEntereo comoaint In comwter and referred to orooei trainer . .  ~ ~ 

Supervisor was able to speak with customer and stated customer 
was already angry prior to reaching this agent due to having a hard 
time reaching relay, and the supervisor apologized for the 
inconvenience. Supervisor did not hear agent voicing, Yeah, she's 
yelling at me for no reason. However, the agent was coached on 
making sure such comments were kept to self. Agent understands. 
Point of Contact made 3 unsuccessful attempts (1/15/07 @ 1215 
pm. 1/26/07 @ 1:45 pm and 1/29/07 @ 955 am) to contact customi 
regarding this issue. Contact closed due to inability to reach 
customer. 

Relay Customer Service apologized and opened Trouble Ticket 
xXXXX. Conducted test calls, but was unable to reproduce the 
problem. NO follow up was requested, therefore the complaint has 
been closed. 

Customer Service apologized and informed the customer that the 
agent's supervisor would be notified right away so that the agent 
could be coached.lt should also be noted that the supervisor who 
took this complaint observed the customer was indeed a very fast 
typist. Agent is no longer working for the relay service, therefore 
follow up is not possible. 

01/30/07 TTY consumer called in at 202 PM and stated that the voice party 
she called through relay informed her that the operator was slow ani 
wouldn't read what consumer typed. stating things such as The 
person is still typing. Consumer stated that the voice caller knew tha 
she was a fast typist and couldn't understand why the operator was 
taking so long. Customer declined a follow up call. 



ate of ComoLlNature of Comolamt p a t e  of lExplanation of Resolution 

02/13/07 
Resolution 

Caller's husband is deaf and blind, and uses ASCII to place calls. 
Between 7:30 PM and 9:30 PM, he tried to connect to relay with his 
ASCII setup (which was branded appropriately) every ten minutes or 
so. but never succeeded. A message reading 2400 Baud sometimes 
appeared. but there was never a greeting from a relay operator. He 

03/28/07 The caller was informed that this would be noted and investigated, 
and asked if she would like to be contacted when the problem had 
been examined. She said yes. call their home voice number, 
preferably in the morning, and leave a message if there is no answe 
A technician resolved this issue on 3/28/2007. 

I tried again; on the second call, afler Several rings, the following error I messaae " was received: No carrier -ATQOVlElSO+O. Since he was 

03/06/07 

" 

I currently ,nab e to pace any calls at all this was a matler of some I braencv Customer Sew ce Rep conlactea customer on 2114 and efl 

" 
Customer requested follow up by phone. 

Wife of ASCII customer reported that her husband, an ASCII Blind 
Deaf user, was unable to connect with OK ASCli number. Many 
attempts were made without success. and the customerwas very 
upset, especially because past complaints have been filed. She also 
said that she had never been wntacted afler requesting follow up. 

has been closed. 

again after Trouble Ticket resolution next week. This issue has beer 
escalated to a technician who has been working with the customer 
since 3/26/2007 toward a resolution. Customer reported by e-mail 
that he was able to make connections on Thursday and Friday 
without problems afler technician assisted him with setting up his 
dialing speeds. Complaint closed due to satisfactory resolution. 

03/28/07 RPM manager contacted customer at 850 PST and will contact 

" I  

message with ASCII settings. Advised customer to callback to 
customer service if they are still having problems after checking the 
settings and contacting the software provider. 

04/04/07 

I I I 
02/26/OfiTp( caller was upset that hidher daughter's phone number of 918- I 03/28/0flCalled customer several times and left a message on her TlY 

~ ~ 

been working with the customer on ASCII access since 3/26/2007. 
This complaint is closed due to duplication of the same issue in 
KXXXXXX. 

Sent customer information explaining the difference between a 

answer ng machine to contact customer sew ce tf she wnt nueo 10 I experence proolems No fo low c p  from tne customer therefore th s I of one ween aao and wanted lo mow what the noid LP was 
683-1502 was sLpposed to oe orandeo VOICE when call ng 711 as I 

04/13/07 

04/13/07 

reduce occurrence. 

along to agent's supervisor. Supervisor coached agent on the 
importance of making sure all words are spelled accurately. Agent 
understands. No follow up requested. 

04/19/07 Apologized to customer and informed customer this would be passe 
along to agent's supervisor. Agent has been wached on spelling an 
pacing as needed. and understands lo  remain focused on typing 

Customer called to say agent needs more training and that the agent 
can't spell. 

04/13/07 Apologized to customer and informed customer this would be Passe 

Customer called in lo  say agent needs more training because of 
spelling errors 

03/28/0 ASCII customer could not connect to relay. 1 
I 
CapTel customer called to complain about disconnectlreconnect 
issues. 

I 
03/28/0 Apologized for problem. Ticket XXXXXX was opened. Follow up 

renuested This comolaint duolicates KXXXXXX A technician has 

CapTe phone and a trad,t ona phone Exp ained 10 CLStOmel wnv I aisconnect,onlieconnect,on mqnt occrr an0 sent ema witn t PS 10 

I I b r a t e l y .  



Date of Compl. Nature of Complaint Date of 
Resolution 

04/13/07 Customer called to say that this agent needs more training and that 04/26/07 
the agent can't spell. 

Explanation of Resolution 

Apologized to customer and informed customer this would be passe 
along to agent's supervisor. Complaint forwarded on to correct 

05/01/07 

center. Supvervisor met with agent and they addressed some 
technical issues such as text jumping on the screen. Advised agent 
to cali for supervisor immediately if technical issues occur. Also, 
supervisor and agent discussed how to focus on typing and 
accuracy. 

Supervisor had a discussion with the operator. Supervisor is 
concerned there is not enough detailed information about what 
transpired, especially since the operator has no recollection of the 
call. The customer contact stated the complaint was filed on April 
30th at 0:35 AM, but the operator did not work on this date until 9:l 
AM. Customer did not leave a Contact name or number to follow up. 

05/01/07 Agent disconnected VCO caller during an important call. Possible 
technical issue. 

05/01/07 Agent disconnected VCO caller. Possible technical issue. Complaint 
was filed on 4/30/07 at 8:35 am. 

05/01/07 Supervisor met with agent who stated she or he would never 
disconnect a call and is aware of the importance of reporting any 
technical difficulty that may result in disconnects. No follow up 

05/01/07 Agent disconnected VCO caller. 05/01/07 

requested. 
Fowarded to proper center for follow UD. Talked to agent, who did 
not remember the specific call, but did recall a call where the agent 
needed to inform the outbound voice caller that the caller had 
disconnected in the middle of a cali. Agent was unsure ifthe caller 
hung up or the call dropped due to technical problems. Customer dii 
not give contact information to customer service therefore RPM is 
unable to follow up with the customer to ensure satisfactory 
resolution, ComDlaint has been closed. 

05/09/07 TW customer stated the agent hung up while customer was typing. 
Told customer we appreciate their business. Customer did not want a 
call back. 

05/09/07 Apologized to the customer and informed them that contact will be 
forwarded to the agent's supervisor for immediate follow up. In 
meeting with the agent, the agent did not recall any calls that had 
technical problems. Agent was quizzed on what to type to the T N  it 
the voice caller hung up, whether inbound or outbound. Agent 
showed knowledge of correct information and call processing. 
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DOCUMENT OF 

o This document is confidential (NOT FOR PUBLIC INSPECTION) 
This page has been substituted for one of the following: 

o An oversize page or document (such as a map) which was too large to be 

o Microfilm, miaofonn. certain photographs or videotape. 

scanned into the ECFS system. 

o Other materials whkh, for one reason or another, could not be scanned 
into the ECFS system. 

The actual document, page@) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 lZm Street, SW, Washington. DC. Room CY*=. 
Please note the applicable dodcet or rulemaking number, document type and any other 
relevant informatiin about the document in order to ensure speedy retrieval by the 
Information Technician 


